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Abstract

Recently, Chatbots have become an integral part of enterprise
initiatives that are busy modernizing their business and developing their
customers' digital experience, in conjunction with the increasing
popularity of messaging platforms, and the massive and rapid
development in the fields of artificial intelligence and machine learning
alike.

This study aimed to identify the influential factors affecting
customers' intention to use Chatbots in the telecom sector in Syria. This
study was carried out through five main factors: Customer Experience,
Perceived Usefulness, Perceived Ease of Use, Technology Trust, and
Chatbot Reputation. To achieve the goal of this study, researcher had
relied on the descriptive analytical approach, as he used the
questionnaire as a main tool for collecting data from the study
population. (111) questionnaires were collected, (96) were analyzed by
the statistical analysis program (SPSS). The questionnaire also included
an open-ended question, and respondents were encouraged to type
their thoughts about the motivations for using Chatbots in customer
service

The results of the analysis showed that intent to use is actually
affected by Customer Experience, Perceived Usefulness, and Technology
Trust, and there is no statistically significant effect of Perceived Ease of
Use and Chatbot Reputation on Intention to Use.

Keywords: Chatbot, Customer Service, Intention to Use, Customer
Experience, Perceived Usefulness, Perceived Ease of Use, Technology
Trust, Chatbot Reputation.
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Std.
Skewness Mean N
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0229 | 079492 | 3.8104 % prEmes Soes
iS04l
-0.148 0.78638 3.7448 96 Lagdgasall 8 4d)
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Model Summary

Model R R Square  Adjusted R Square Std. Error of the Estimate

1 .694° 0.482 0.459 0.65542

a. Predictors: (Constant), Reputation, Perceived_Usefulness, Technology_Trust,
Perceived Ease_of Use

%48 iy z3salll i Jullys 0.482 sk (R Square) yaaill Jalee off Jaadl

PARENY Y I S GV Lo

ANOVA®
Model ssquurgrg]; df Mean Square F Sig.
Regression 36.322 4 9.081 21.138 .000°
1 Residual 39.092 91 0.430

Total 75.414 95
a. Dependent Variable: Intention_To_Use
b. Predictors: (Constant), Reputation, Perceived_Usefulness, Technology_Trust,
Perceived Ease of Use

cgsine zdsalll o of Sig = 0 Aysinall Aad (e el

Coefficients®
Unstandardized Standardized
Model Coefficients Coefficients T Sig.
B Std. Error Beta
(Constant) 0.634 0.375 1.690 0.095
Perceived_Usefulness PU 0.257 0.112 0.232 2.300 0.024
1 Perceived_Ease_of _Use PE | 0.040 0.126 0.035 0.314 0.754
Technology_Trust TT 0.528 0.126 0.466 4.185 0.000
Reputation R 0.063 0.096 0.064 0.659 0.511
a. Dependent Variable: Intention_To_Use
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Sladl (531 Dalaal) Cigagy pladiad A b Adlas) AN @D Gy g Y

tgalall apally ¢ yaally ¢ puiall 2 A5 Aaadidl)
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olia) 8 aadiuis G (LS & ) Laid o (e (Guiall) Jid) il oS
.Independent samples t-test sl chliell t L) duia jall

oial) N Mean Std. Deviation | Std. Error Mean
Sl 63 4.0278 0.82929 0.10448
Intention_To_Use
A 33 3.7197 0.97979 0.17056

sSAl hangie iy s o8 ) Clla) Jasgia n eSOl Golad) Jsaadl ek
4,02 S8 ) baie 1 3.71

Levene's Test
for Equality of t-test for Equality of Means
Variances
95% Confidence
: Interval of the
. Sig. (2- Mean Std. Error ;
F Sig. T df tailed) | Difference | Difference Difference
Lower Upper
Equal 0.6850
variances 1574 | 0.213 | 1.623 94 0.108 0.30808 0.18983 -0.06884 '0
assumed
Intention
To Use Equal
vanances 1540 | 56421 | 0129 | 030808 | 020002 | -0.09254 | *70%
assumed

sas 0.213 ANa wdlses 1.574 & Levene il jlos) ded odel Jsaall g

o ol byl ks Wl e ey 3ag o = 0.05 ANV (gsise (e ST Al
) e Ul (Equal Variance Assumed) sluie GV )sSAll (peainl)
Jsaall o« Equality of Variance Assumed iy & il J5¥) Jlaudl 8 535 sall
o Al Oy 94 ylaie dpa dayng 1.623 & T il dad of :(de¥) L))
& @l Uasll (4, 0.30808 s» Mean Difference iy oS3 il Jawsgia
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oo SI 4 Sig (2-tailed) = 0.108 Jsaall (e 2223 <0.18983 sa (3ll 1aa
Vs i) Al ddilaaa) ANy @l 398 g ¥ Jully o = 0.05 das
. oadall

) ) 505 alaAIuY) Al Al A8 3 398 aas Y LI

One Way ANOVA sala¥1 il Jlas

Levene i
Statistic df1 df2 Sig.
1.770 4 90 0.142

Gle ganall b uilas Hlad) (=1 Homogeneity of Variances Jsaa aadis
dagall Jagyaill aaf coll) Luilad iy Cus Levene dglas) alasiuly gilie <5 il
i Levene loal dad o Laadl Goludl Jsaall P ey oalil) Qs ¢l

) uilay BN aaed) dpajd 8 Sl 0.05 e ST a5 0.142 NS &dlss 1.770

oilad bayd o) e 135 Lol S Y Lgilie 5 Al el Glegene il gslad

we u:’u‘
Intention_To_Use
Sum of Mean .
Squares Df Square F Sig.
Between Groups 1.609 4 0.402 0.491 0.743
Within Groups 73.799 90 0.820
Total 75.408 94

el Ol lbjliall dygimall ad o Jaad ANOVA laal) mbs P o
s ¥l il LYYy aaedl dpad by aidiis Y Ul 0.05 <l 8 dabiad
el ) gias aladiay) At Ldlaa) AN @il 98
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Gl uilas dapd o (i 1 Ledy (S Y glie o A dpalall Al e sana

e

(9%
Intention_To_Use
Sum of Mean .
Squares Df Square F Sig.
Between Groups 4.715 4 1.179 1.517 0.204
Within Groups 70.699 91 0.777
Total 75.414 95
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